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PROJECT : ELARA (Lube Change - FINAL 2012) PROJECT: ELARA - Lube.Ghange Pan Arab Research Center &
Do\}n,\ Emarat [ CJ & i)/ sS4 Eppeo / Enoc | B3 45 Adnoc
SHOPPER CODE DATA ENTRY EDITING CSA SR. #
’ qu Name Number | Name Number [ Name Number
Gender Height Built Spectacles] Beard | Mustache] Ethnic Groups
M ] F [T IM]S |T M [F [Yes]No]|Yes[No Yes | No |indian [Pakistani|Filipino [Expat. Arabs| Others:
ROOROOROORROROR O O O O
Western . . N . Umm Al . Ras Al -
EMIRATE Region Abu Dhabi Dubai Sharjah Al Ain Quwain Ajman Khaimah Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
J514| olel|l2|¥* | 6|3 — [ o]\ [I0:55 ][I0
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 | DAY OF

VISIT O = 0O 0O O visIT O O X O O O O

1. APPROACH AND CLEANLINESS U PRI |
Scores Critical Areas Aot claal) PR}
YES o e i
1. Was there proper sign to the Lube dihie o AVl daalyda el GlS da 1
: no [ Y Co
changing bay? ey
nva [ sy
A ves I
3 2. x\:g:ntil;zég?be changing area clean and NO D Y B e Al cy 3l et dilie el a2 (3
na [ sy
ves [1 & . , -
4|3 Was there any oil leaking and falingon X q e as gl i gl dia S Ja 3 4
to the floor of the lube bay ? Sy 3l et Aihaie B ym )Y
na O sy j
YES e
21 4. Were the waiting area and table clean?  NO O Y fhada Al dally jlaiYi dshie S 412
va [ sy
o N YES ax
2 5. yvvoariitnhge?telewsmn in the waiting room NO D N ¢ iyl 46 ¢ b Jew sl S Ja 5 (2
na [ sbny
ves i o - N :
6. Was the board displaying complimentary 0 q Aaild Lo el Al da Ml cnlS ds 6
services neat and clean? adudat g A4 ye dglaall claasdl
na [ sy
2. GREETINGS AND INITIAL CHECKS A il g cua 3l L2
Scores Critical Areas FUE I LA POR | ol
3|7 Wasthere any delay in approaching ves [] px s/l 8l 8l ol s S da 7 3
customers? No A ¥ Sorll e ala gl
8. Were you greeted in a friendly manner ~ YES O pd sl A da s il 5 ds 8
(pleasant feeling)? NO E Yy S (zoae
S ks gall Sl Coim ga a8 tlay Y 1)
51 If no, please describe behavior: Was it Lj _:i L:;! . )j; j:li 7 ).‘ 15
arrogant, without any expression, normal @@ G OREE O8O S . C—“
etc..... . ]
nowmal , Hud no MMQ[S
\ {
+ 1 +
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+
Scores Critical Areas VI, AN, PO PR
9. Did he guide your vehicle for positioning ygg X A il Sl 1 il Gl ydl G a9
3 at the stopper and asked you to switch o5 oo I B e 13
the engine off? No [ ¥ Tl paall ik ) elia alla g 5 Ll oy
10. When asked by customer, was the . NS o cdieall e il gl e Lonic
attendant knowledgeable of different ves [J - uhu s o }d d}” 10
5 oo - ) L_:bﬂs.lug_aﬁ)“u\.,;_).)/t|}:luh;ag?h 5
grades of oil, filters and their relative No [ N o AR
benefits? fleta JS il 4i 5
YES i
4| 11. Did he offer the waiting area to you? NO % P: ¢ Uyl 48 2 Y el e da 11 |4
12. Did the staff thank you as you were YES p e et s N <
4 leaving? Y o O S € ol i€ Ly o Sy Calapall W Ja 12 |4
3. APPEARANCE AND BEHAVIOR OF STAFF :(.QSJLU Cuibigall e 3
Scores Critical Areas I LN PO PATH]
13. W form of th d YES -
. th i . - .1
3 an(a:'stid);a?um orm of the attendant neat NO D Y P e Gl pemlall Gl gl Gl S Ja 13 3
va [ syy
YES s .
3| 14. Was the attendant wearing visible No [ q ok A8y (1 35 gl i gl S 14 3
nametag? fz a5 dand Lo
na [ gbsy
ves B4 ;
3 15. Was he able to communicate with no [ ?: o el st e 1508 ol gl S 4 15 3
_ customer? fusl
na [ sy
VEs B}
4| 16. Was staff courteous / friendly? No [ N Skl Gl IS Ja 16 |4
nvA O sy
4, SERVICE il 4
Scores Critical Areas PRI N Laiy]
: S o) sl Calh galt L .
17. Did attendant check whether you need YES @ i k_u uu),_d Py }A ¢ A 17
3 top up or complete oil change? =0 ol Sl AlaY glad s Ll 3
’ No [ Y ¢ LSl
3| 18. Did attendant check with you whether ~ YES B paxd 5 S 1 e dlie Caly gall Biai Ja 18 3
only oil is to be changed or oil with filter? N 'l Yy ¢ ildll 5 <y 3l o dad oy 3l yus
19. Did he check using gauge the quantity ~ YES [ s ehadiubs ol 6 sise (b cabasall W5 Ja 19
3 required to be topped up and informed NSt | T WL | U P | W YN | 3
you? no OO0 v Sy lali 5 el
P e il et e (il ik gl A
3 20. Did the attendant check for oil leakages YES E o uﬁ L_/’fi Jﬂﬂ‘. . ):ij d’% 20 3
under your car from fiiter and drain bolt? ] g s e o JTRT as
Sy 3l
3| 21- Did the attendant drain the used oil ves [X M Janiuall oy 3l IS g i calagall B8 Ja 21 3
completely from your car? NO D ¥ el s (e
o | 22. Did he ask whether you want the engine  YES P s e el Jaee oy S ) el da 22 5
to be flushed and did it if you agreed? NO D y feliEd) o Jla A Al
3| 23 Did the attendant il the correct grade as  YES ax Gl Aa e 5 Al il gall JE Ja 23 3
you requested? no [ ¥ fleidl Al A all
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Scores Critical Areas Apulud il Jalail

24. Did he request you to startengine and  ygg X P aS iy ol Jity a5 o e clls b 24
3 leave it running for one and a half - Tt s 2add Lkl Ala 3
minutes? no [ b f a5 Al saal Jiauil <
.l a8 e /Al gelea Gf (e alasalt 2SB b .25
3 25. Did the attendant ensure that the carter YES E ~ :X)m);u);d 43)} Ll ‘:Sh.\; iade 3
bolt is tightened and there are no leaks” NO D N ecu 3l
26. Did attendant carry out the following Lilaall Gl gadll o) jal cabagdll 8 Ja 26
complimentary checks: -l
ves A a
31a. Battery Water top up NO D b g el ela dil) 31a.
va [ ssuy
ves M
31b. Coolant Water top up NO Od Y coolant/a_all ¢le ddLz) 31b.
na O sy
ves & o Y148l JIU jlea ) Adl)
31c. Auto Transmission Fluidtopup  NO [ g NS e AL 3te.
(O sdgasit 1)
na [ sy
ves 4w
31d. Brake Fluid top up no OO v dill cyyila) 31d.
A O sy
ves B~
31e. Gear Oil top up no [ y oAl oy dsl 3ie.
na O] iy
ves M
31f.  Air filter cleaning NO D b el sl yils Caudait 31f.
na O abuy
ves 4
31g. Wiper Water top up NO D ¥ zla W lalicad o il 31g.
wa [ sany
ves R =
31h. Clean engine using air gun NO O ¥ el et pladialy et 31h.
na [ sbuy
ves A N .
3 27. Were any of your questions related to 0 ?’; Al dlilid e gl Ao BaYl s ds 27 3
lube change answered? NO ey i el Alesy
va [ sesy
ves A w0 s e Gk pan bl ids 28
. Di ff i ti i e e e .
3 28 thlg él';?;ta place the mileage sticker in NO D N o\ Li Al 2l e sLSY 3
nva [ sy % g
ves A
4| 29. Were you offered a receipt voluntarily? ~ NO |:| N e LAl Dl Jea g Gle e B 29 |4
na [ ssy
5.  REST ROOMS AND MOSQUE saveually (pLaall fesll 55) Al g 5
Scores Critical Areas YOI LY PO Jalasly
3 YES : 3
30a. Were they adequately stocked with all % r": Ay g pall e el azen 8 e S b 30a
necessary supplies such as soap? NO o gball Jie
nva O gy ~
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4 +
Scores Critical Areas Al c¥laall pATH |
ves 1 =
30b. Were they adequately stocked with all E ?’;‘ s mall e Sl asens 3 jeae i€ Ja 30b
necessary supplies such as toilet tissue? NO Call o) (3599 Jie
ot @) nva [ gy
30c. Were they adequately stocked with all ves [] axd el el &2 5 e ilS o 30
necessary supplies such as paper towels? no [ N 48 ) o)l Cadliall Jia
(paper towels are not required where fully - Cldiae 85 vie 4y5llas e 48,0 cadlidl)
operational hand dryers exist) N/A Gy Y Ay
31a. Were sinks clean? YES E pd 2l f .‘,,.§,ﬁ)ff\;ﬁ§s‘%.{31a
require comment when marked ‘No’ no [ ¥ gl (o2 MY eyl cals 1y
NA [T gy
; o U1, oS
31b. Were mirrors clean? ves 4 px Ll ':\J" uf‘glu 'lsdT" "31b
require comment when marked ‘No’ no [ ¥ gl sl o AR
NA O Gaayy
; $agdai 5oVl Clitae culs
31c. Were hand dryers clean? YES E' P . Thlm Lﬁ%’i{'fmlf 'lsdt' "310
require comment when marked ‘No' no [J ¥ gl o> et
NA [ gy
s Al 4 sl lisle il
31d. Were dispensers clean? ves B ‘ )1’“ i "y"uLLyr? ,LSJT.“Md
require comment when marked ‘No’ no [ ¥ T2t > sy Culd )
Na [ gy
Yes BJ
31e. Were toilets and urinals clean? no [ N $aada il UKl cuilS s 31e
Na [ suy
; fdadai b Y g
32a. Were doors clean? YES IZ‘ P o ”"yv-;"a_,)\fy; “'lsdT'\.328
require comment when marked ‘No’ no [ ¥ & A SRR
nva [ gay
ves X
32b. Were walls clean? No [ ¥ fagla sl il s 32b
NA [ sy
ves B w
32c. Were ceiling clean? no O ¥ el il IS Ja 32¢
NA [ gy
ves K
32d. Were vents clean? no [ Y faddas bl S Ja 32
va [ sy
: faades s\ Y1 s
32e. Were floors clean? ves B o ’ ,.;,”;_}1\1‘ . ,LSJTM'S‘QG
require comment when marked ‘No’ no [ ¥ & R Rl
NA [ Gayy
ves A
32f. Were baseboards clean? NO D ¥ Al 3aclill - o el )51 calS Ja 30F
A [ gy
ves B4
32g. Were grout clean? No [ ¥ Sl LU S da .32g
nva [ sy
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Scores Critical Areas Aol Ylaal) pAYH]
YES pal
33a. Were trash containers clean? Nno [ b s Adladll iy sla i€ Ja . 33a
5 NA [ abuy )
YES i
33b. Were trash containers not overflowing? NO [ ¥ fhali e Al Gy gla <ils da 33b
NA [ asby
YEs o ]
2 34. Was the restroom smelling clean & no [ N s o) Adeia s Al Slanll Aail ) cilS Ja 34 2
fresh (without any offensive odor)? foleall B4 S A
NA [ gy
< Jand leall 3 il peadl) apen cailS
35. Were all the facilities inside the YES oo S S di; 35
restroom in good working condition? L. R RS
2 require comment when marked ‘No’ no OO v sl o YT A S 2
NA [ ey
3 2(5) s daall Aeld 4 e S
36. Was the Mosque premises clean? YES & P ( ), }:m j ,,;: LL?'Q\S ‘\lj -36
2 require comment when marked ‘No’ Nno [ Y Canb el Al s 2
NA [ asey
Comments: sclaadlall / galeilt
FOR OFFICE USE ONLY hadd il pladdiu Y
Tl BN | Bl le3 aal) . -
9 : Eval : il
‘o ACTUAL SCORE MAXIMUM valuation -
Approach and Cleaniiness AaUaall 5 ol BYY |1
Greetings and Initial Checks Y Sl s il 12
Appearance and Behavior of Lal o .
Staff Cnals gl Al s sedae 13
Service Aaadll {4
Cleanliness - Restroom and Slabeall - adkalt
Mosque Anall g
TOTAL £ saall
+ 5
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ADNOC [)][EE1'FZ%§§§LJ1’]ZC)FJ

SHAWAMEKH
SHAWAMEKH SOUTH
ABU DHABI -

754

DESCRIPTION QTY  PRICE TOTAL
VoyagrSiiverdl 1,00 63.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00
You were served by Operator 1

DATE 27/08/2012 11:21 7152 01 245

Thanks Tor Shopp ing







